Human Resource Management Incidents Report
1/1/2010 to 1/31/2010 as of 2/1/2010

|Human Resource Management I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

Low Medium Total
_No Tier 2 2 0
0 0
2 0
0 0
2 0
0 0
2 0
0 0
Application 2 0
0 0
Total 2 0
0 0
Reporting Novell 2 0
GroupWise 0 0
Total 2 0
0 0
4 0
0 0
4 0 4
0 0 0
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Low

Medium

Total

Application Error Novell 0 3
GroupWise 0 1

State Payroll 0 1

System 0 1

Total 0 6

0 2

Reporting SAP Frontend 0 1
0 0

Total 0 1

0 0

Total 0 7
0 2

Network Error None 0 1
0 0

Total 0 1

0 0

Incident Novell Client 0 1
for 32-bit 0 1

Total 0 1

0 1

Password None 0 1
0 1

Total 0 1

0 1

Total 0 3
0 2

PC/Laptop Hardware None 0 1
0 0

Total 0 1

0 0

Virus Symantec 0 1
AntiVirus 0 1




Low

Medium

Total

PC/Laptop Virus Total 1 0 1
1 0 1

Total 2 0 2

1 0 1

13 0 13

5 0 5

_No Tier 2 None None 2 0 2
0 0 0

Total 2 0 2

0 0 0

Total 2 0 2

0 0 0

Application Error None 1 0 1
0 0 0

Novell 1 0 1

GroupWise 0 0 0

Total 2 0 2

0 0 0

Password Novell Client 1 0 1

for 32-bit 1 0 1

Total 1 0 1

1 0 1

Reporting None 1 0 1

0 0 0

Total 1 0 1

0 0 0

Total 4 0 4

1 0 1

Print/Copy/Sca Incident None 1 0 1
n/Fax 0 0 0
Total 1 0 1

0 0 0
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Low Medium Total
4
3
_No Tier 2 None None 2
0
Total 2
0
Total 2
0
Application None None 1
0
Total 1
0
Total 1
0
Network Error None 0
0
Total 0
0
Total 0
0
PC/Laptop Performance None 1
0
Total 1
0
Total 1
0
Print/Copy/Sca Incident None 1
n/Fax 1
Total 1

Total
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Microsoft
Access
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Total

Total

Application

Error

None

Total

None

None




Low Medium Total
Application None Total 1 0
0 0
Total 1 1
0 0
Network Incident None 1 0
1 0
Total 1 0
1 0
Password None 1 0
0 0
Total 1 0
0 0
Total 2 0
1 0
Print/Copy/Sca None None 2 0
n/Fax 1 0
Total 2 0
1 0
Total 2 0
1 0
Server Performance None 1 0
0 0
Total 1 0
0 0
Total 1 0
0 0
8 1
3 0
Network Performance None 1 0
0 0
Total 1 0
0 0




Low

Medium

Total

Network

Telecom

0 0

1 1

0 0

Call/Receive 2 2
0 0

Total 2 2

0 0

Feature None 1 1
0 0

Total 1 1

0 0

None None 1 1
0 0

Total 1 1

0 0

Voice Mail 3
0

3

0

7

0

7

0

68

19




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

Bottom Number - Missed Inital Respons

ird

Low Medium Total
_No Tier 2 2 2
0 0
2 2
0 0
2 2
0 0
2 2
0 0
Application 2 2
2 2
Total 2 2
2 2
Reporting Novell 2 2
GroupWise 1 1
Total 2 2
1 1
4 4
3 3
4 4
3 3
Application Reporting Utah Master 1 1
Directory 0 0
Total 1 1
0 0




Low

Medium

Total

Application 0 1
0 0

0 1

0 0

Application Symantec 0 2
Endpoint 0 0

Total 0 2

0 0

Password Novell 0 1

GroupWise 0 0

Novell 0 1

Messenger 0 0

Utah Master 0 1

Directory 0 0

Total 0 3

0 0

Reporting None 0 1

0 0

Total 0 1

0 0

Total 0 6

0 0

PC/Laptop Hardware None 0 1
0 0

0 1

0 0

0 1

0 0

0 7

0 0

Application 0 1
0 0
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Low

Medium

Total

Application Error Total 0 6
0 2

Reporting SAP Frontend 0 1
0 1

Total 0 1

0 1

Total 0 7
0 3

Network Error None 0 1
0 0

Total 0 1

0 0

Incident Novell Client 0 1
for 32-bit 0 0

Total 0 1

0 0

Password None 0 1
0 0

Total 0 1

0 0

Total 0 3
0 0

PC/Laptop Hardware None 0 1
0 0

Total 0 1

0 0

Virus Symantec 0 1
AntiVirus 0 0

Total 0 1

0 0

Total 0 2
0 0




-

Low Medium Total
13 13
4 4
_No Tier 2 None None 2 2
0 0
Total 2 2
0 0
Total 2 2
0 0
Application Error None 1 1
0 0
Novell 1 1
GroupWise 1 1
Total 2 2
1 1
Password Novell Client 1 1
for 32-bit 0 0
Total 1 1
0 0
Reporting None 1 1
0 0
Total 1 1
0
Total 4 4
1 1
Print/Copy/Sca Incident None 1 1
n/Fax 0 0
1 1
0 0
1 1
0 0
7 7

[N
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Low

Medium

Total

_No Tier 2 None Total 2 0 2
0 0 0

Total 2 0 2

0 0 0

Application None None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

Network Error None 0 1 1
0 0 0

Total 0 1 1

0 0 0

Total 0 1 1

0 0 0

PC/Laptop Performance None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

Print/Copy/Sca Incident None 1 0 1
n/Fax 0 0 0
Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

5 1 6

0 0 0

Network Password None 1 0 1
0 0 0
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Low Medium Total
Telecom Call/Receive None 2 2
0 0
Total 2 2
0 0
Feature None 1 1
0 0
Total 1 1
0 0
None None 1 1
0 0
Total 1 1
0 0
Voice Mail 3
0
3
0
7
0
7
0
68

13




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Low Medium Total
_No Tier 2 2 0 2
0.00 0.00 0.00
2 0 2
0.00 0.00 0.00
2 0 2
0.00 0.00 0.00
2 0 2
0.00 0.00 0.00
Application 2 0 2
1.80 0.00 1.80
Total 2 0 2
1.80 0.00 1.80
Reporting Novell 2 0 2
GroupWise 0.37 0.00 0.37
Total 2 0 2
0.37 0.00 0.37
4 0 4
1.09 0.00 1.09
4 0 4
1.09 0.00 1.09
Application Reporting Utah Master 1 0 1
Directory 0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00




Low Medium Total
1 0 1
0.00 0.00 0.00
Application Symantec 2 0 2
Endpoint 0.00 0.00 0.00
Total 2 0 2
0.00 0.00 0.00
Password Novell 1 0 1
GroupWise 0.00 0.00 0.00
Novell 1 0 1
Messenger 0.00 0.00 0.00
Utah Master 1 0 1
Directory 0.19 0.00 0.19
Total 3 0 3
0.10 0.00 0.10
Reporting None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 6 0 6
0.06 0.00 0.06
PC/Laptop Hardware None 1 0 1
0.00 0.00 0.00
1 0 1
0.00 0.00 0.00
1 0 1
0.00 0.00 0.00
7 0 7
0.05 0.00 0.05
Application 1 0 1
0.06 0.00 0.06
Total 1 0 1
0.06 0.00 0.06




Low Medium Total
Application Total 1 0 1
0.06 0.00 0.06
Network Error None 1 0 1
0.11 0.00 0.11
Total 1 0 1
0.11 0.00 0.11
Total 1 0 1
0.11 0.00 0.11
2 0 2
0.09 0.00 0.09
Network Password None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
1 0 1
0.00 0.00 0.00
_No Tier 2 None None 1 0 1
9.68 0.00 9.68
Total 1 0 1
9.68 0.00 9.68
Total 1 0 1
9.68 0.00 9.68
Application Error None 2 0 2
0.31 0.00 0.31
Novell 3 0 3
GroupWise 4.62 0.00 4.62
State Payroll 1 0 1
System 0.00 0.00 0.00
Total 6 0 6
2.43 0.00 2.43




Low

Medium

Total

Application Reporting SAP Frontend 1 0 1
1.27 0.00 1.27

Total 1 0 1

1.27 0.00 1.27

Total 7 0 7
2.24 0.00 2.24

Network Error None 1 0 1
0.08 0.00 0.08

Total 1 0 1

0.08 0.00 0.08

Incident Novell Client 1 0 1
for 32-bit 0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Password None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 3 0 3
0.04 0.00 0.04

PC/Laptop Hardware None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Virus Symantec 1 0 1
AntiVirus 0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 2 0 2
0.00 0.00 0.00

13 0 13

2.32 0.00 2.32




Low

Medium

Total

_No Tier 2 None None 2 0 2
0.00 0.00 0.00

Total 2 0 2

0.00 0.00 0.00

Total 2 0 2

0.00 0.00 0.00

Application Error None 1 0 1
0.07 0.00 0.07

Novell 1 0 1

GroupWise 1.04 0.00 1.04

Total 2 0 2

0.55 0.00 0.55

Password Novell Client 1 0 1

for 32-bit 0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Reporting None 1 0 1

0.07 0.00 0.07

Total 1 0 1

0.07 0.00 0.07

Total 4 0 4

0.34 0.00 0.34

Print/Copy/Sca Incident None 1 0 1
n/Fax 0.22 0.00 0.22
Total 1 0 1

0.22 0.00 0.22

Total 1 0 1

0.22 0.00 0.22

7 0 7

0.25 0.00 0.25

Application Error None 1 0 1
0.00 0.00 0.00




Low

Medium

Total

Application 1 0 1
0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

2 0 2

0.00 0.00 0.00

2 0 2

0.00 0.00 0.00

_No Tier 2 Symantec 1 0 1
AntiVirus 0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Network Incident None 1 0 1
0.53 0.00 0.53

Total 1 0 1

0.53 0.00 0.53

Password 2 0 2

2.77 0.00 2.77

2 0 2

2.77 0.00 2.77

3 0 3

1.87 0.00 1.87

4 0 4

1.56 0.00 1.56

_No Tier 2 2 0 2
0.00 0.00 0.00

Total 2 0 2

0.00 0.00 0.00




Low

Medium

Total

_No Tier 2 Total 2 0 2
0.00 0.00 0.00

Application None None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Network Error None 0 1 1
0.00 0.29 0.29

Total 0 1 1

0.00 0.29 0.29

Total 0 1 1

0.00 0.29 0.29

PC/Laptop Performance None 1 0 1
0.15 0.00 0.15

Total 1 0 1

0.15 0.00 0.15

Total 1 0 1

0.15 0.00 0.15

Print/Copy/Sca Incident None 1 0 1
n/Fax 0.00 0.00 0.00
Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

5 1 6

0.05 0.29 0.11

Network Password None 1 0 1
0.06 0.00 0.06

Total 1 0 1

0.06 0.00 0.06




Low Medium Total
Network Total 1 0 1
0.06 0.00 0.06
1 0 1
0.06 0.00 0.06
_No Tier 2 None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
1 0 1
0.00 0.00 0.00
_No Tier 2 None Microsoft 1 0 1
Access 0.00 0.00 0.00
Microsoft Excel 1 0 1
0.00 0.00 0.00
Total 2 0 2
0.00 0.00 0.00
Total 2 0 2
0.00 0.00 0.00
Application Error None 0 1 1
0.00 1.22 1.22
Total 0 1 1
0.00 1.22 1.22
None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 1 2
0.00 1.22 0.81
Network Incident None 1 0 1
0.00 0.00 0.00




Low

Medium

Total

Network Incident Total 1 0 1
0.00 0.00 0.00

Password None 1 0 1

3.17 0.00 3.17

Total 1 0 1

3.17 0.00 3.17

Total 2 0 2

2.11 0.00 2.11

Print/Copy/Sca None None 2 0 2
n/Fax 0.06 0.00 0.06
Total 2 0 2

0.06 0.00 0.06

Total 2 0 2

0.06 0.00 0.06

Server Performance None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

8 1 9

0.65 1.22 0.75

Network Performance None 1 0 1
1.47 0.00 1.47

Total 1 0 1

1.47 0.00 1.47

Total 1 0 1

1.47 0.00 1.47

1 0 1

1.47 0.00 1.47

Telecom Call/Receive None 2 0 2
0.09 0.00 0.09




Low Medium Total
Telecom Call/Receive Total 2 0 2
0.09 0.00 0.09
Feature None 1 0 1
0.17 0.00 0.17
Total 1 0 1
0.17 0.00 0.17
None None 1 0 1
0.02 0.00 0.02
Total 1 0 1
0.02 0.00 0.02
Voice Mail 3
0.15
3
0.15
7
0.12
7
0.12
68

0.81




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Low Medium Total
_No Tier 2 2 0 2
0 0 0
2 0 2
0 0 0
2 0 2
0 0 0
2 0 2
0 0 0
Application 2 0 2
0 0 0
Total 2 0 2
0 0 0
Reporting Novell 2 0 2
GroupWise 0 0 0
Total 2 0 2
0 0 0
4 0 4
0 0 0
4 0 4
0 0 0
Application Reporting Utah Master 1 0 1
Directory 0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0




Low

Medium

Total

1 1

0 0

Application Symantec 2 2
Endpoint 0 0

Total 2 2

0 0

Password Novell 1 1
GroupWise 0 0

Novell 1 1

Messenger 0 0

Utah Master 1 1

Directory 0 0

Total 3 3

0 0

Reporting None 1 1
0 0

Total 1 1

0 0

Total 6 6
0 0

PC/Laptop Hardware None 1 1
0 0

1 1

0 0

1 1

0 0

7 7

0 0

Application 1 1
0 0

Total 1 1

0 0




Low

Medium

Total

Application Total 1
0

Network Error None 1
0

Total 1

0

Total 1

0

2

0

Network Password None 1
0

Total 1

0

Total 1

0

1

0

_No Tier 2 None None 1
1

Total 1

1

Total 1

1

Application Error None 2
0

Novell 3

GroupWise 2

State Payroll 1

System 0

Total 6




Low Medium Total
Application Reporting SAP Frontend 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 7 0 7
2 0 2
Network Error None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Incident Novell Client 1 0 1
for 32-bit 0 0 0
Total 1 0 1
0 0 0
Password None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 3 0 3
0 0 0
PC/Laptop Hardware None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Virus Symantec 1 0 1
AntiVirus 0 0 0
Total 1 0 1
0 0 0
Total 2 0 2
0 0 0
13 0 13
3 0 3




Low

Medium

Total

_No Tier 2 None None 0 2
0 1

Total 0 2

0 1

Total 0 2

0 1

Application Error None 0 1
0 0

Novell 0 1

GroupWise 0 0

Total 0 2

0 0

Password Novell Client 0 1

for 32-bit 0 0

Total 0 1

0 0

Reporting None 0 1

0 0

Total 0 1

0 0

Total 0 4

0 0

Print/Copy/Sca Incident None 0 1
n/Fax 0 0
Total 0 1

0 0

Total 0 1

0 0

0 7

0 1

Application Error None 0 1
0 0




Low

Medium

Total

Application

_No Tier 2

Symantec
AntiVirus

Total

Total

Network

_No Tier 2

Incident

None

Total

Password

Total




Low

Medium

Total

_No Tier 2 Total 2 0 2
0 0 0

Application None None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

Network Error None 0 1 1
0 0 0

Total 0 1 1

0 0 0

Total 0 1 1

0 0 0

PC/Laptop Performance None 1 0 1
0 0 0

Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

Print/Copy/Sca Incident None 1 0 1
n/Fax 0 0 0
Total 1 0 1

0 0 0

Total 1 0 1

0 0 0

5 1 6

0 0 0

Network Password None 1 0 1
0 0 0

Total 1 0 1

0 0 0




Low

Medium

Total

Network Total 0
0

0

0

_No Tier 2 None None 0
0

Total 0

0

Total 0

0

0

0

_No Tier 2 None Microsoft 0
Access 0

Microsoft Excel 0

0

Total 0

0

Total 0

0

Application Error None 1
1

Total 1

1

None None 0

0

Total 0

0

Total 1

1

Network Incident None 0




Low

Medium

Total

Network

Incident

Total

Password

None

Total

Total

o

Print/Copy/Sca
n/Fax

None

None

o

Total

Total

Server

Network

Telecom

Performance

None

Total

Total

Performance

None

Total

Total

Call/Receive

None




Low

Medium

Total

Telecom

Call/Receive

Total

Feature

None

Total

None

None

-

Total

o -~

Voice Mail




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Low Medium Total
_No Tier 2 2 0 2
0.03 0.00 0.03
2 0 2
0.03 0.00 0.03
2 0 2
0.03 0.00 0.03
2 0 2
0.03 0.00 0.03
Application 2 0 2
2.08 0.00 2.08
Total 2 0 2
2.08 0.00 2.08
Reporting Novell 2 0 2
GroupWise 2.33 0.00 2.33
Total 2 0 2
2.33 0.00 2.33
4 0 4
2.21 0.00 2.21
4 0 4
2.21 0.00 2.21
Application Reporting Utah Master 1 0 1
Directory 22.33 0.00 22.33
Total 1 0 1
22.33 0.00 22.33




Low Medium Total
Application Total 1 0 1
22.33 0.00 22.33
1 0 1
22.33 0.00 22.33
Application Error Symantec 2 0 2
Endpoint 0.00 0.00 0.00
Total 2 0 2
0.00 0.00 0.00
Password Novell 1 0 1
GroupWise 0.00 0.00 0.00
Novell 1 0 1
Messenger 0.00 0.00 0.00
Utah Master 1 0 1
Directory 8.21 0.00 8.21
Total 3 0 3
3.29 0.00 3.29
Reporting None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 6 0 6
2.05 0.00 2.05
PC/Laptop Hardware None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
7 0 7
1.83 0.00 1.83
Application Error None 1 0 1
0.28 0.00 0.28




Low

Medium

Total

Application Error Total 1 0 1
0.28 0.00 0.28

Total 1 0 1

0.28 0.00 0.28

Network Error None 1 0 1
5.19 0.00 5.19

Total 1 0 1

5.19 0.00 5.19

Total 1 0 1

5.19 0.00 5.19

2 0 2

2.73 0.00 2.73

Network Password None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

_No Tier 2 None None 1 0 1
17.81 0.00 17.81

Total 1 0 1

17.81 0.00 17.81

Total 1 0 1

17.81 0.00 17.81

Application Error None 2 0 2
1.53 0.00 1.53

Novell 3 0 3

GroupWise 11.21 0.00 11.21

State Payroll 1 0 1

System 0.00 0.00 0.00




Low

Medium

Total

Application Error Total 6 0 6
6.22 0.00 6.22

Reporting SAP Frontend 1 0 1
1.67 0.00 1.67

Total 1 0 1

1.67 0.00 1.67

Total 7 0 7
5.46 0.00 5.46

Network Error None 1 0 1
0.91 0.00 0.91

Total 1 0 1

0.91 0.00 0.91

Incident Novell Client 1 0 1
for 32-bit 0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Password None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 3 0 3
0.46 0.00 0.46

PC/Laptop Hardware None 1 0 1
1.46 0.00 1.46

Total 1 0 1

1.46 0.00 1.46

Virus Symantec 1 0 1
AntiVirus 0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 2 0 2
0.97 0.00 0.97




Low

Medium

Total

13 0 13

5.04 0.00 5.04

_No Tier 2 None None 2 0 2
2.78 0.00 2.78

Total 2 0 2

2.78 0.00 2.78

Total 2 0 2

2.78 0.00 2.78

Application Error None 1 0 1
3.15 0.00 3.15

Novell 1 0 1

GroupWise 1.04 0.00 1.04

Total 2 0 2

2.10 0.00 2.10

Password Novell Client 1 0 1

for 32-bit 0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Reporting None 1 0 1

0.22 0.00 0.22

Total 1 0 1

0.22 0.00 0.22

Total 4 0 4

1.26 0.00 1.26

Print/Copy/Sca Incident None 1 0 1
n/Fax 0.22 0.00 0.22
Total 1 0 1

0.22 0.00 0.22

Total 1 0 1

0.22 0.00 0.22

7 0 7

1.57 0.00 1.57




Low

Medium

Total

Application Error None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

None None 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 2 0 2

0.00 0.00 0.00

2 0 2

0.00 0.00 0.00

_No Tier 2 None Symantec 1 0 1
AntiVirus 0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Network Incident None 1 0 1
0.53 0.00 0.53

Total 1 0 1

0.53 0.00 0.53

Password None 2 0 2

2.77 0.00 2.77

Total 2 0 2

2.77 0.00 2.77

Total 3 0 3

1.87 0.00 1.87

4 0 4

1.56 0.00 1.56

_No Tier 2 None None 2 0 2
0.00 0.00 0.00




Low

Medium

Total

_No Tier 2 None Total 2 0 2
0.00 0.00 0.00

Total 2 0 2

0.00 0.00 0.00

Application None None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Network Error None 0 1 1
0.00 0.29 0.29

Total 0 1 1

0.00 0.29 0.29

Total 0 1 1

0.00 0.29 0.29

PC/Laptop Performance None 1 0 1
0.15 0.00 0.15

Total 1 0 1

0.15 0.00 0.15

Total 1 0 1

0.15 0.00 0.15

Print/Copy/Sca Incident None 1 0 1
n/Fax 0.00 0.00 0.00
Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

5 1 6

0.05 0.29 0.11

Network Password None 1 0 1
0.43 0.00 0.43




Low Medium Total
Network Password Total 1 0 1
0.43 0.00 0.43
Total 1 0 1
0.43 0.00 0.43
1 0 1
0.43 0.00 0.43
_No Tier 2 None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
1 0 1
0.00 0.00 0.00
_No Tier 2 None Microsoft 1 0 1
Access 0.49 0.00 0.49
Microsoft Excel 1 0 1
0.00 0.00 0.00
Total 2 0 2
0.33 0.00 0.33
Total 2 0 2
0.33 0.00 0.33
Application Error None 0 1 1
0.00 5.62 5.62
Total 0 1 1
0.00 5.62 5.62
None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 1 2
0.00 5.62 3.75




Low

Medium

Total

Network Incident None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Password None 1 0 1

6.83 0.00 6.83

Total 1 0 1

6.83 0.00 6.83

Total 2 0 2

4.55 0.00 4.55

Print/Copy/Sca None None 2 0 2
n/Fax 0.18 0.00 0.18
Total 2 0 2

0.18 0.00 0.18

Total 2 0 2

0.18 0.00 0.18

Server Performance None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

8 1 9

1.38 5.62 2.03

Network Performance None 1 0 1
15.19 0.00 15.19

Total 1 0 1

15.19 0.00 15.19

Total 1 0 1

15.19 0.00 15.19

1 0 1

15.19 0.00 15.19




Low Medium Total
Telecom Call/Receive None 2 0 2
56.02 0.00 56.02
Total 2 0 2
56.02 0.00 56.02
Feature None 1 0 1
0.29 0.00 0.29
Total 1 0 1
0.29 0.00 0.29
None None 1 0 1
0.04 0.00 0.04
Total 1 0 1
0.04 0.00 0.04
Voice Mail 3
0.19
3
0.19
7
16.14
7
16.14
68
4.64
INC000000057515 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Human Resource Manag Low Closed TTR Missed: No TTR: 0.00
INC000000058156 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Human Resource Manag Low Closed TTR Missed: No TTR: 0.07
INC000000059763 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Human Resource Manag Low Closed TTR Missed: No TTR: 0.00
INC000000060460 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Help Desk Human Resource Manag Low Closed TTR Missed: Yes TTR: 7.12
INC000000061591 _No Tier 2 None Microsoft Excel TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Human Resource Manag Low Closed TTR Missed: No TTR: 0.00
INC000000064425 _No Tier 2 None None TIR Missed: Yes TIR: 19.35
Metro B Desktop Support Human Resource Manag Low Resolved TTR Missed: Yes TTR: 35.62
INC000000067157  _No Tier 2 None Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro C Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00




INC000000068397 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 3.99
INC000000068606 _No Tier 2 None None TIR Missed: No TIR:  0.00
Operations Production Control Human Resource Manag Low Resolved TTR Missed: No TTR: 0.00
INC000000069810 _No Tier 2 None Microsoft Access TIR Missed: No TIR:  0.00
Rural Central Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.99
INC000000071615 _No Tier 2 None None TIR Missed: No TIR:  0.00
Application Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.06
INC000000055305  Application Reporting Utah Master Directory TIR Missed: No  TIR: 0.00
Capitol Hosting Human Resource Manag Low Closed TTR Missed: No  TTR: 44.67
INC000000057111  Application Error Novell GroupWise TIR Missed: Yes TIR: 22.90
Metro B Desktop Support Human Resource Manag Low Closed TTR Missed: Yes TTR: 22.90
INC000000057945  Application None None TIR Missed: No TIR:  0.00
Metro D Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000058343  Application Error None TIRMissed: No TIR: 0.13
Metro B Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 6.30
INC000000058625  Application Reporting None TIRMissed: No TIR: 0.15
Metro B Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.43
INC000000058731  Application Error Novell GroupWise TIR Missed: No TIR: 0.19
Metro B Desktop Support Human Resource Manag Low Closed TTR Missed: Yes TTR: 33.15
INC000000059587  Application Reporting SAP Frontend TIR Missed: Yes TIR: 2.55
Metro B Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 3.35
INC000000060745  Application Reporting Novell GroupWise TIR Missed: Yes TIR: 1.06
Capitol Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 8.32
INC000000060991  Application Reporting None TIR Missed: No TIR:  0.00
Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000061369  Application Password Utah Master Directory TIR Missed: No TIR: 0.39
Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 16.43
INC000000062146  Application Password Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro B Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000062173  Application Error None TIR Missed: Yes TIR: 244
Rural Central Desktop Support Human Resource Manag Medium Closed TTR Missed: Yes TTR: 11.24
INC000000062297  Application Error Novell GroupWise TIR Missed: Yes TIR: 2.09
Metro B Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 2.09
INC000000063998  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.43
Capitol Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 1.00
INC000000064158  Application Error Symantec Endpoint Prote TIR Missed: No TIR: 0.00
Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000064161  Application Error Symantec Endpoint Prote TIR Missed: No TIR: 0.00
Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000064317  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000065033  Application None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000065117  Application Password Novell GroupWise TIR Missed: No TIR: 0.00
Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000065521  Application Error None TIR Missed: Yes TIR: 5.38



Capitol Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 5.38
INC000000066118  Application None None TIR Missed: No TIR:  0.00
Metro C Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000066567  Application Error State Payroll System TIR Missed: No  TIR: 0.00
Metro B Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000067508  Application Error None TIR Missed: Yes TIR: 1.06
Metro B Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 3.84
INC000000067540  Application Error None TIR Missed: Yes TIR: 1.83
Capitol Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 2.96
INC000000068771  Application Password Novell Messenger TIR Missed: No  TIR: 0.00
Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000068849  Application Error None TIR Missed: No TIR:  0.00
Metro C Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000069104  Application Error None TIR Missed: No TIR: 0.18
Metro B Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 2.28
INC000000071236  Application Error None TIRMissed: No TIR: 0.13
Metro A Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.57
INC000000056087  Network Performance None TIR Missed: Yes TIR: 2.94
Rural Central Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 30.39
INC000000057238  Network Password None TIRMissed: No TIR: 0.12
Metro D Hosting Human Resource Manag Low Closed TTR Missed: No  TTR: 0.86
INC000000058183  Network Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000060863  Network Incident None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000062382  Network Password None TIR Missed: No TIR:  0.00
Metro A Help Desk Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000062588  Network Error None TIRMissed: No TIR: 0.22
Metro A Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 10.37
INC000000064590  Network Password None TIR Missed: Yes TIR: 6.34
Rural Central Desktop Support Human Resource Manag Low Resolved TTR Missed: Yes TTR: 13.65
INC000000065347  Network Password None TIR Missed: Yes TIR: 8.30
Metro C Help Desk Human Resource Manag Low Resolved TTR Missed: Yes TTR: 8.30
INC000000066643  Network Incident Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro B Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000067133  Network Error None TIR Missed: No TIR: 0.58
Metro D Desktop Support Human Resource Manag Medium Resolved TTR Missed: No  TTR: 0.58
INC000000068526  Network Password None TIR Missed: No TIR:  0.00
Metro C Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000068638  Network Error None TIRMissed: No TIR: 0.17
Metro B Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 1.83
INC000000071537  Network Incident None TIR Missed: Yes TIR: 1.07
Metro C Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 1.07
INC000000060802  PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000065240  PC/Laptop Hardware None TIR Missed: No TIR:  0.00



Metro B Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 2.92
INC000000067204  PC/Laptop Performance None TIR Missed: No  TIR: 0.30
Metro D Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.30
INC000000068205  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000059616  Print/Copy/Scan/Fax None None TIR Missed: No TIR:  0.00
Rural Central Desktop Support Human Resource Manag Low Closed TTR Missed: No  TTR: 0.00
INC000000066920  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro D Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000069152  Print/Copy/Scan/Fax None None TIRMissed: No TIR: 0.17
Rural Central Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.55
INC000000071645  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 043
Metro B Help Desk Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.44
INC000000067081 Server Performance None TIR Missed: No  TIR: 0.00
Rural Central Desktop Support Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.00
INC000000044137  Telecom Call/Receive None TIR Missed: No  TIR: 0.08
Voice Operations Human Resource Manag Low Closed TTR Missed: Yes TTR: 222.50
INC000000057491  Telecom Feature None TIRMissed: No TIR: 0.34
Voice Operations Human Resource Manag Low Closed TTR Missed: No  TTR: 0.59
INC000000061613  Telecom Call/Receive None TIR Missed: No  TIR: 0.27
Voice Operations Human Resource Manag Low Closed TTR Missed: No  TTR: 1.60
INC000000062311  Telecom Voice Mail None TIR Missed: No  TIR: 0.32
Voice Operations Human Resource Manag Low Closed TTR Missed: No  TTR: 0.42
INC000000062369  Telecom None None TIR Missed: No TIR:  0.04
Voice Operations Human Resource Manag Low Closed TTR Missed: No  TTR: 0.09
INC000000068866  Telecom Voice Mail None TIRMissed: No TIR: 0.15
Voice Operations Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.22
INC000000070695  Telecom Voice Mail None TIRMissed: No TIR: 042
Voice Operations Human Resource Manag Low Resolved TTR Missed: No  TTR: 0.49




